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Abstract 
In terms of the extensive questionnaire survey of MICE (Meetings, Incentives, Conventions, & Exhibitions) made 
by the Bureau of Foreign Trade, Ministry of Economic Affairs (MOEA), R.O.C., it estimates that the MICE 
industry might bring about TWD 71.7 billion annual output value, TWD 30.3 billion direct output value, and TWD 
41.4 billion peripheral benefit output value. It also results in 12,815 employment population. The MICE Service 
Project is important impetus to promote MICE industry. In this study, it finds out that the MICE Service Project 
correlates with the enhancement of service quality, in which ‘to train and to certificate professionals’, ‘to launch 
new exhibitions’, and ‘to improve hardware facilities in the exhibition place’ have more impacts on enhancing the 
quality. Therefore, to improve the effects and the outcomes of service project implementation may enhance the 
service quality, which would influence positively on the development of the industry. Furthermore, ‘assurance’ 
and ‘empathy’ both have significant effects on and explanatory abilities to the degree of satisfaction, implying that 
offering consideration and attention timely have significant effects on the degree of participants’ satisfaction. 
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1. Introduction 
General meeting (Meeting), incentive travel (Incentive), large convention (Convention), and 
exhibition (Exhibition) are jointly called MICE (Meetings, Incentives, Conventions, & Exhibitions) 
Industry. Because many countries start to emphasize the economic benefits brought by MICE activities, 
especially in Asian area where economy and trade grow rapidly, the MICE activities have gradually 
become industrialized. Taiwan is an export-oriented nation, and it is situated in the important transport 
hub in Asia, having various resources, e.g., dominant geographical position, cultural superiority, 
industrial research and development ability, operation experience, and service quality. It is the principal 
impetus to promote economic and industrial transformations by virtue of combining dominant 
resources in order to develop MICE industry. 
On July 8, 2004, the Executive Yuan of Taiwan authorized the ‘MICE Service Industry 
Development Project’. It listed MICE service industry as one of the emerging and developing 
industries, and established the ‘MICE Ad Hoc Team, Tourism Development and Promotion Committee, 
Executive Yuan’ to proceed to coordinate and integrate resource from relevant departments, and to 
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actively promote the development of MICE service industry in Taiwan. Since 2005, the Commerce 
Department of Ministry of Economic Affairs (MOEA), R.O.C., drew up and set into action the four-
year ‘MICE Service Industry Development Project’. And then since 2009, the Bureau of Foreign Trade, 
Ministry of Economic Affairs, R.O.C., has taken over and has proceeded it as ‘Taiwan MICE 
Advancement Program’. 
MICE service industry is still an emerging industry for Taiwan. In recent years, the government 
just has projects to encourage it. However, the government has limited resources. Is there a discrepancy 
between the degree of participants’ perception and the expected service quality after implementing the 
MICE service project? Thus, this study aims to investigate if there is discrepancy between the 
expectation and perception of participants toward MICE service project proposed by the government. 
Further, it also intends to find out the correlation between the service quality of MICE project and the 
enhancement of relevant satisfaction, serving as reference for related departments. 
2. Literature review 
Service is an abstract concept, and many scholars address a variety of thoughts and concepts
Ǐ14ǐ. But most of them agree that the discrepancy exists between service and products because 
service has several properties, e.g., intangibility, heterogeneity, perish ability, inseparability, etc. Ǐ1-
3ǐ. GrönroosǏ4ǐstated that the service quality is formed with the comparison between customers’ 
‘expected service’ before the service and ‘perceived service’ after it. 
Parasuraman, Zeithaml & BerryǏ5ǐ continued Grönroos’ research, and proposed Service Quality 
Model (PZB Model) in 1985. In the model, it suggested 5 service quality perceptual gaps in order to 
illustrate the formation of service quality. These gaps might be the main obstacles when service 
delivery organizations intend to offer high-quality services to customers. If they want to raise the 
appraisal of the service quality made by customers, they have to endeavor to eliminate these five gaps. 
In 1988, Parasuraman et al. (1985) adopted factor analysis to refine the service quality model addressed 
in 1985 to SERVQUAL (Service Quality Model) which contains 5 measuring aspects and 22 evaluating 
items. While implementing the measurement of service quality in practice, SERVQUAL is measured on the 
customers’ expectation of these five aspects first, and then on their perception of the service. The 
discrepancy between them comprises the service quality. 
Afterwards, Carman (1990)Ǐ6ǐcriticized the SERVQUAL model. He assumed that it would 
make customers have excessive expectations if it illustrates customer expectation with what kind of 
service an ideal organization ‘should’ offer, rendering the service quality measurement inaccurate. 
Parasuraman et al. (1991)Ǐ7ǐrevised the model again and changed the expectation words from 
“should” to “will” so as to extend the period of expecting the service as a continuous dimension. This 
study plans to use the SERVQUAL model as a measuring tool to evaluate the service quality of the 
MICE Service Project and further examine whether there are gaps or not. 
The followings are the operation definitions of the five aspects: 
(1) Tangibility: the appearance and the convenience of the tangible facilities, convenient 
transportations, and the looks of the serving staff. 
(2) Reliability: the serving staff’s ability to reliably and precisely execute and accomplish guaranteed 
service. 
(3) Responsiveness: the serving staff’s willingness to help and offer service timely. 
(4) Assurance: the serving staff’s professional knowledge, ability, and manners can be trusted. 
(5) Empathy: the serving staff are able to show their consideration and special attention. 
Customer satisfaction is an instant emotional response to the gained value after using the products 
or being served in specific conditions. In this study, it refers to the multiple-item measurement of 
satisfaction proposed by Ostrom & Iacobucci (1995)Ǐ8ǐ, and induces certain items that conform to 
this study’s needs. It uses three variables, i.e., ‘service efficiency’, ‘professional ability’, and ‘overall 
performance’, to measure customer satisfaction. Their operation definitions are: 
(1) Service efficiency: the degree of satisfaction toward the efficiency of offered service. 
(2) Professional ability: the degree of satisfaction toward the serving staff’s attitude and professional 
ability. 
(3) Overall performance: the overall evaluation of the offered service. 
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3. Research structure and method 
3.1. Research Structure 
In order to understand whether there is significant difference between MICE participants’ 
expectation and perception of the implementation of MICE Service Project, this study refers to the 
implementation key points of ‘Taiwan MICE Industry Action Project’, ‘Taiwan MICE Advancement 
Program’, and ‘Strengthen and Enhance International Competitiveness of Taiwan MICE Program’ 
integrated by H. L. Lai, H. C. Chen & C. Y. Yeh (2011) Ǐ9ǐ in author paper. These points were 
sorted into 12 factors in the service project aspects, and the statistical structure is as shown below: 
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Figure 1: The research structure of this study 
3.2. Research Hypotheses 
The MICE industry consists of extensive fields of many industries. Hence, it has the property of 
integrating multiple relevant industries. Since the connections between industries are tight, it advances 
industrial economic activities and tourism benefits, helps to enhance the nation’s international image, and 
increases incomes from economics and trade. In addition to the fact that the government has increased and 
arranged budgets for projects year by year, the MICE industry is even incorporated in the Early Harvest 
List of Economic Cooperation Framwork Agreement (ECFA), apparently showing the potential of the 
development of this industry. Therefore, this study proposes the following hypothesis on the basis of 
MICE participants’ perception of the service quality of Taiwan MICE Service Project: 
H1:The MICE Service Project has significant positive correlation with MICE participants’ 
perception of the service quality. 
After empirical research, Cronin & Taylor (1992)Ǐ10ǐǏ11ǐfound that the service quality is 
the antecedent of customer satisfaction. And the service quality has significant effect on purchase 
willingness. Ruyter, Bloemer & Peeters (1997)Ǐ12ǐand Hurley & Estelami (1998)Ǐ13ǐalso 
proposed that there is causal relationship between service quality and satisfaction, in which service 
quality is the main cause having effect on satisfaction. So the following hypothesis is established in this 
study: 
H2:The MICE participants’ perceived service quality has significant positive correlation with 
the degree of satisfaction toward MICE service. 
3.3. Research Method 
This study adopts survey questionnaire first to get primary data, and subsequently analyzes it. 
The design of the questionnaire asks participants to answer on a 7 point Likert scale. The statistical 
data of returned questionnaire is collected; its reliability, descriptive statistics, t test, and regression 
analysis are analyzed by using the SPSS to examine the hypotheses in this study. 
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4. Empirical Results and Analysis 
This study adopts purposive sampling method and investigates via questionnaires. The 
questionnaires were not only given to the exhibitors and the specialized buyers in 2011 Taipei 
International Cycle Show and 2011 Taiwan International Lighting Show in person, but also to domestic 
import and export manufacturers, exhibitors of Taiwan Exhibition & Convention Association, and 
participants of international meetings and international conferences hosted in Taiwan through posts and 
e-mails. The research period was from March 16, 2011 to April 30, 2011. The total amount of 
distributed questionnaires is 165, and 120 of them were returned. After excluding 6 invalid 
questionnaires, there are 114 valid questionnaires, and the response rate is 72.72%. 
4.1. Reliability Analysis 
This study includes 3 dimensions, i.e., MICE Service Project, Service Quality, and Satisfaction. 
Cronbach’s Į is used to examine the internal consistency between every variable for reliability analysis. 
There are 12 items in the MICE Service Project, and its Cronbach’s Į is 0.895. Cronbach’s Į is 0.887 
for the reliability test of Satisfaction. As for the Service Quality, there are 5 dimensions, and each 
Cronbach’s Į is higher than 0.7; to sum up, there is internal consistency between every dimension. 
4.2. Analysis of Participants’ Expectation and Perception of MICE Service Project 
The statistics from the samples indicates that there are significant gaps between participants’ 
expectation (Importance) and perception (Satisfaction) of the MICE Service Project. As shown in 
Table 1, the averages of participants’ expectation (Importance) of the MICE Service Project range from 
4.1 to 6.6. The most important 3 items are ‘to endeavor to host international meetings in Taiwan’, ‘to 
improve hardware facilities in the exhibition place’, and ‘to establish and to manage the main entrance 
website’. On the other hand, the averages of their perception (Satisfaction) range from 3.6 to 4.5, 
inclined to ‘not completely satisfied’. The least satisfied 3 items are ‘to subsidize the development of 
MICE activities offered by the local governments’, ‘to endeavor to host international meetings in 
Taiwan’, and ‘to improve hardware facilities in the exhibition place’. To deduct expectation averages 
from perception averages are all negative, implying that there is significant difference. 
After examination of every gap of every program in the MICE project, the subsequent 4 
programs show the biggest gaps, i.e., ‘to endeavor to host international meetings in Taiwan’, ‘to 
improve hardware facilities in the exhibition place’, ‘to subsidize the development of MICE activities 
offered by the local governments’, and ‘to launch new exhibitions’. 
Table 1. Analysis of expectation and perception of the 
MICE Service Project 
Expectation 
Average(E)
(Importance)
Rank
Perception 
Average(P)
(Satisfaction)
Rank P-E Rank
To implement elastic entry mechanism 5.4649 9 4.4123 2 -1.0526 9 
To loosen the restriction on the population of Chinese people 4.9298 10 4.1491 7 -0.7807 11
To provide subsidies 4.1404 12 4.0789 6 -0.0615 12
To open specific locations 5.7719 7 4.2368 4 -1.5351 6 
To set up sole service window 5.7105 8 4.4123 2 -1.2982 8 
To train and to certificate professionals 6.0965 4 4.1842 5 -1.9123 5 
To establish and to manage the main entrance website 6.1140 3 4.5789 1 -1.5351 6 
To endeavor to host international meetings in Taiwan 6.5175 1 3.8070 11 -2.7105 1 
To launch new exhibitions 6.0351 5 4.0263 8 -2.0088 4 
To provide traveling preferential incentives 4.7807 11 3.9825 9 -0.7982 10
To subsidize the development of MICE activities offered by 
the local governments 
5.7895 6 3.6930 12 -2.0965 3 
To improve hardware facilities in the exhibition place 6.3070 2 3.8684 10 -2.4386 2 
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        Table 1 shows that there are gaps between the participants’ expectation and perception of the 
MICE Service Project. Therefore, it analyzes again the paired samples t test, and the results are 
presented in Table 2. Except the p value of ‘to provide subsidies’ is larger than 0.05 which implies 
there is no significant difference between the importance and the satisfaction, the other items all have 
significant differences. 
4.3. The Relationship between Taiwan MICE Service Project and Service Quality 
The MICE Service Project is regarded as an independent variable, the Service Quality is a 
dependent variable, and multiple regression analysis is utilized and the results are indicated in Table 3. 
The total R2 of the MICE Service Project to the Service Quality is 0.404. Among the items, to train and 
to certificate professionals’, ‘to launch new exhibitions’, and ‘to improve hardware facilities in the 
exhibition place’ achieve significance, implying that these 3 factors have effects on the service quality. 
In order to further examine if there is a significant positive correlation between the MICE 
Service Project and the participants’ perceived service quality, it proceeds with simple regression 
analysis to evaluate the standardized coefficient between every service project item and the overall 
service quality. In the simple regression model, these standardized coefficients can be seen as 
correlation coefficients to measure the degree of correlation between variables and the service quality.  
The empirical results show that the standardized coefficients (ȕ) are all positive, representing that the 
enhancement of implementing the MICE Service Project has significant positive effect on the 
improvement of the overall service quality. Thus, the H1 of this study, i.e., the MICE Service Project 
has significant positive correlation with MICE participants’ perception of the service quality, is 
established. 
Table 3 Multiple regression analysis of the MICE Service Project to the Service Quality 
Dependent Variable Overall Service Quality 
Independent Variable Unstandardized Coefficient t Significance 
Simple Regression
Standardized 
Coefficient 
Constant 2.724 5.663 0.000 - 
To implement elastic entry mechanism -0.0020 -0.0390 0.9690 0.138 
To loosen the restriction on the population of Chinese 
people -0.0160 -0.5040 0.6150 0.168 
To provide subsidies 0.0030 0.0930 0.9260 0.136 
To open specific locations -0.0150 0.3000 0.7650 0.238 
To set up sole service window -0.0020 -0.3800 0.9700 0.203 
To train and to certificate professionals 0.1090 1.8000* 0.0750 0.470 
To establish and to manage the main entrance website -0.0230 -0.3210 0.7490 0.415 
To endeavor to host international meetings in Taiwan 0.0650 0.9700 0.3670 0.323 
To launch new exhibitions 0.1080 2.2037** 0.0440 0.420 
To provide traveling preferential incentives -0.0250 -0.7590 0.4500 0.116 
To subsidize the development of MICE activities 
offered by the local governments 0.0270 0.8010 0.4250 0.288 
To improve hardware facilities in the exhibition place 0.2560 3.8220*** 0.0000 0.561 
R2 0.4040 
N.B. *represents that it achieves 10% significance level, **represents 5% significance level, ***represents 1% significance level. 
Table 2: Paired samples t test of the MICE Service Project  P-E t value p value 
To implement elastic entry mechanism -1.0526 -8.815 .000 
To loosen the restriction on the population of Chinese people -0.7807 -4.379 .000 
To provide subsidies -0.0615 -0.410 .682 
To open specific locations -1.5351 -10.798 .000 
To set up sole service window -1.2982 -9.436 .000 
To train and to certificate professionals -1.9123 -13.920 .000 
To establish and to manage the main entrance website -1.5351 -11.333 .000 
To endeavor to host international meetings in Taiwan -2.7105 -18.469 .000 
To launch new exhibitions -2.0088 -13.098 .000 
To provide traveling preferential incentives -0.7982 -5.193 .000 
To subsidize the development of MICE activities offered by the 
local governments 
-2.0965 -11.928 .000 
To improve hardware facilities in the exhibition place -2.4386 -14.311 .000 
387 Hui Chiu Chen et al. /  Procedia - Social and Behavioral Sciences  40 ( 2012 )  382 – 388 
4.4. The Relationship between Service Quality and Satisfaction 
Every dimension of the Service Quality is regarded as an independent variable, the satisfaction is 
a dependent variable, and multiple regression analysis is utilized and the results are displayed in Table 
4. Its R2 of 0.549 has explanatory ability. The p values of ‘Assurance’ and ‘Empathy’ are both 0.000; 
their t values are 10.243 and 4.69 respectively which both achieve significance level, implying that 
these factors have significant effects on and explanatory abilities to the degree of satisfaction. That is, 
to show offer consideration and attention timely, and the serving staff’s professional knowledge, ability, 
and manners all have significant effects on satisfaction 
In order to further examine if there is a significant positive correlation between the MICE service 
quality and the overall satisfaction, it proceeds with simple regression analysis to evaluate the 
standardized coefficient between MICE service quality and satisfaction. These standardized 
coefficients can be seen as correlation coefficients. The empirical results show that the standardized 
coefficients (ȕ) are all positive, representing that the enhancement of implementing the MICE Service 
Project still has significant positive effect on the improvement of the overall service quality. Moreover, 
the results of simple regression analysis of the overall service quality to satisfaction shows that its 
standardized coefficient is 0.319, t value is 3.558, and p value is 0.001 which achieves significance 
level, meaning that the overall service quality has significant effect on the overall satisfaction. 
Therefore, the H2 of this study is supported. 
 
Table 4  Multiple regression analysis of the Service Quality to Satisfaction 
Dependent Variable Overall Service Quality 
Independent Variable 
Unstandardized 
 Coefficient t Significance 
Simple Regression 
Standardized 
Coefficient 
Constant -0.477 -0.510 0.611 - 
Tangibility 0.128 0.706 0.482 0.446 
Reliability -0.222 -1.125 0.263 0.968 
Responsiveness -0.363 -2.855 0.005 0.877 
Assurance 0.663 4.690*** 0.000 0.023 
Empathy 0.845 10.243*** 0.000 0.000 
Overall Service Quality 0.724 3.558** 0.001 0.319 
R2 0.549 
 N.B. *represents that it achieves 10% significance level, **represents 5% significance level, ***represents 1% significance level. 
5. Conclusion 
The MICE Service Project is an important impetus to promote MICE industry. After empirical 
examination conducted in this study, the study found that there are some significant gaps between the 
importance of the MICE Service Project and the degree of satisfaction, in which ‘to endeavor to host 
international meetings in Taiwan’, ‘to improve hardware facilities in the exhibition place’, and ‘to 
subsidize the development of MICE activities offered by the local governments’ bring about more 
significant gaps. Thus, the government may enhance or improve implementing these factors to 
eliminate the service quality gaps. Besides, this study also found out that the improvement of MICE 
Service Project is correlated with the enhancement of service quality, in which ‘to train and to 
certificate professionals’, ‘to launch new exhibitions’, and ‘to improve hardware facilities in the 
exhibition place’ have more effects on the enhancement of the service quality. To enhance the 
implementing effect can promote the service quality, which has positive effect on the development of 
the industry. 
According to the empirical results shown by this study, MICE entrepreneurs should value 
customers’ needs, design intimate service, improve specialist training for internal staff, and actively 
participate in international MICE associations or activities to promote enterprise popularity and 
endeavor to jointly organize. As for the related government departments, a sole controlling department 
should be founded in the future, which may enhance, plan and integrate, and monitor the outcomes and 
achievements of the implementation of MICE projects. For example, to set up good exhibition hall 
management and utility rate monitor, to establish university and industry liaison system and 
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communication mechanism by the government, to provide effective subsidies for Taiwan niche 
industry and MICE entrepreneurs, to build sound diverse network communication platform, and 
actively participate in international MICE associations in order to promote the international image of 
Taiwan. In the next place, it may combine with tourism advertisement to enhance the benefit of MICE 
activities. 
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